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D. concur lo agree wiin or lo approve. 

4. content refers to what tlie trainee is saying, emphasr/ing what liappened as distinct from how the tratnae feel. 

about it. Tlic content is always given from the trainee’s perspective; tlie meaning beliind the feeling. 

5. contradict to l^e inconsistent with or q')posed to. 

6. coutiseling a two w'ay communication excliange based on a relationship between two persons, such as instructoi 

and trainee. Counseling facilitates increased self-awareness, self acceptance, and scifcx)ntrol on the part ofthe 
trainee. 

7. "dirty dozen” typical ways of re.sponciing in interpersonal relationsliips which are generally not elTeciive ir 

helping a trainee explore hi.s/her feelings and experience. (See pages 42 43 for list and example.s). 

8. empathy understanding how the otlier person percei\’es and feels about a situation or experience. 

9. feeling refers to the emotion behind an expression made by the trainee, emphasizing how the trainee reacis tc 

an event or experience as distinct from the experience or event itself Feelings may be both positive and 
negative and vaiy' in intensity. 

10. hypothesis an unproved conclusion or guess that can be tested, based on some facts, 
n. inference a conclusion based on evidence. 

12. initiating a wtty of responding that hclj)S the trainees see where they are compared to where they want to be; 

and, facilitates the development of a plan of action to help reach the desired goal. 

13 . listening an attending skill that focuses on trainees’verba! expressions seeking understanding ofthe content and 

the feeling expressed. 

14. negotiation a discussion designed to reach an agreement. 

15 . obseroing an attending skill that involves visual attention to trainees and their interaction with the related 

in.struction, e.g., physical appearance, behavior, posture, and so on. 

16 . persoJializing a way of responding that helps the tniinees feel responsibility for the feelings they expre,s.s, and 

assume control over their behavior and/or the situation. 

17. pertinent highly relevant. 

18. physically attending refers to preparation and arrangement of the physical environment for learning, the 

instructor’s physical appearance, and his observing and listenng l^ehavior. 

19 . respect demonstrated interest and valuing of another person. 

20. responding communicating an understanding of the trainee’s experience as he/she has expressed it. Respond 

ing helps the trainee to explore his/her feeliogs, attitudes and values about his/her current situation 01 
experiences. 

21. responsive base a condition in which the trainee views the instructor as having empathy and respect whicl 

indicates communication of feelings and understanding. 

22. superficial partial or "surface” knowledge. 

23 . surmised to guess using only slight evidence. 
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iiougl'k which apprentices are taught the background 
eory and range of application of associated technical 
ihjects such as inaiheniatics, science and safety. Related 
struction usually takes place in a classroom, after the 
?gular\vork is over. Most frequently, related instruction is 
light by a skilled tradesperson or craftworkcr. For tile 
adesperson or craftworker to he an effective trainer, he or 
le must not only know tiieir trade skill, but also must use 
aching skills appropriate for conveying that information 
) apprentices. This series of materials is written to train 
;lated subjects instructors in tlie critical teaching skills 
ecessaiy to perform their ioi)s effectively. The titles of the 
Dokiets in the series arc: 

1. hiirocJncifon to Related Subjects Instnictiou and 
hisen'ice Training Materials 

2. Planning the Apprenticeship Program 

3. Planning Related Subjects Instruction 

4. Developing Instnictionai Materials for Apprentices 

5. Presenting Information to Apprentices 

6 . Directing Learning Activities for Instruction 

7. Providing for Individual Learner Needs 

8. Controlling instructional Settings 

9. evaluating Apprentice Performance 

10. Communicating with Apprentices 

The first booklet introduces the series, describes tiie 
antent of each booklet, and provides an overview of 
■iprenticeship and of adult learners. The second booklet 
escribes how to plan an 'apprenticesiiip program and may 
e used by related instructors, sponsors or scr\'icc agen- 
es. Fach of the other eight booklets deals with a set of 
aining skills judged by a panel of experts on apprentice- 
dp to be critical to working effectively as a related subjects 
istructor. 


Wliat Is This Booklet About? 

There are many skills that the related subjects instructor 
lUSt possess in order to teach aj)prcntlccs effectively in 
■lated sublccts. Tliese skills include: planning skills, 
•ganizational skills, instructional skill.s, technical skills, 


Effective communication between instruaorand traint 
critical to the irainee’.s performance In the related inst 
tion area. This booklet provides Instruction in four: 
areas related to effective communication and Inlerpersi 
skills. Tliese are designed to assist you, the instructor, 

1. identify aspects of good interpersonal commur 
tion; 

2. develop attencUng and responding skills, 

3. develop personalizing and initiating .skills; and 

4. facilitate problem solving skills of apprentices. 

Wliiit Must I Do to Complete My Work 
in 'iTiis Booklet? 

Working your way through this booklet will require 
to read the text, to answer the qucstlon.s, to perform 
exercises, and to complete the pre- and post-asscssn 
instruments i-lxpect to spend about five iioutvS worl 
tiiroiigh the materials. Tlie only resources you neet 
complete your work In this booklet are: (0 a copy of 
booklet; (2) a pencil or pen; (3) about two hours of li 
and (4) recollection of past related instruction experlcn 

The materials arc written in a self-insiruaional, j 
grammed format. You may work through the text, exam 
and qucstlonsat yourown pace and leisure; you need 
complete yoiir work in the booklet at one sitting. 

Each chapter in the booklet is devoted to a single s 
The general format of the chapters is similar, with 
following parts: 

1. An introduction dc.scribing the skill and the inst 
tional objectives for that skill. 

2. W'hat Is, wben and ivby to use the skill. 

3- Step-by step direettons for how to perform the sk 

4. An example of liow the skill Is used in re); 
Instruction. 

5. A self-test exercise to apply the information abom 
skill. 

6. Additional sources of information. 

Ihls booklet concludes with an appendix that coni 
the answers to the self-test exercises from each cha 

. i^/-\ irvctroct 


provided foreacli skill; 

• Complete the self-test exercise for chapter and com¬ 
pare your answers with tliosc provided in tlic 
appendix; 

• If you complete the exercise as directed continue 
your work in the booklet; if you fail to answer the 
questions correctly, repeat your work in the chapter 
under consideration; and 

• Ai the conclusion of the booklet, complete the post- 
tesi for the unit. Check your answers against those 
provided, if you exceed the criteria, continue your 


Tile selfa.s.ses.sment will as.sist you to focus on conif 
tcncy areas associated with inteq^ersonal communicatic 
Read each competency statement listed in Figure 1 a 
assess your level of knowledge about and your level of sf 
in performing that task. Knowledge means what you kne 
about the subject while skill means your experience 
successfully performing the task. Circle the number tl 
best describes your level of knowledge and skill. Comf 
tencles where your ratings are poor or fair are those tl 
you .should concentrate on. Pay particular attention to t 
chapters which deal with those competencies. 


Figure 1. Communicating with Apprentices 
Self-Assessment 






Rating 



Chapter in Booklet 

Competencies 


i^oor 

Fair 

Good 

Farccllc; 

2. Identify A.specis of 

1. Comprehend and clarify 

Knowledge 

J 

2 

3 

4 

Good intcrper.sonal 

interpersonal communications in 

Skill 

1 

2 

3 

4 

Communic'ations 

tlie related instruaion setting. 






3. Develop Attending 

2. Attend to the trainee apprentice 

Knowledge 

1 

2 

3 

4 

and Responding Skills 

as a learner physically, visually 
and auditorialiy. 

Skill 

1 

2 

3 

4 


3. Ue.spond to the content, feeling, 

Knowledge 

1 

2 

3 

4 


and meaning of the apprentice 
trainees’ expressions. 

Skill 

1 

2 

3 

4 


4. interact with emphathy, respect, and 







promote trainee self-acxreptance in 

Knowledge 

1 

2 

3 

4 


the related instruction setting. 

Skill 

1 

2 

3 

4 

4. Develop Personalizing 

5. Communk'atc understanding of the 

Knowledge 

1 

2 

3 

4 

and Initiating Skills 

apprentice trainees’ individual 
problems and goals by personalizing 
meaning. 

Skill 

1 

2 

3 

4 


6 . Facilitate apprentice trainee's 

Knowledge 

1 

2 

3 

4 


setting goals, developing action 

Skill 

1 

2 

3 

4 


steps, and implementation. 


objectives for each skill; 

Read and study the text, examples and illustrations 
provided for each skill; 

Complete the self test exercise for chapter and com¬ 
pare your answers with those provided in the 
appendix; 

If you complete the exercise as directed continue 
your work in the booklet; if you fail to answer the 
(|uestions correctly, repeat your work in the chapter 
under consideration; and 

At the conclusion of the booklet, complete the post¬ 
test for the unit. Check your answers against those 
provided, if you exceed the criteria, continue your 


now Muen uo i isjiow adouc ine 
Subject Before I Begin? 

The self-assessment will assist you to focus on comp 
tency areas associated with interpersonal communic-atic 
Read eacli competency statement listed in iagure 1 ai 
assess your level of knowledge about and your level of sk 
in performing that task. Knowledge means what you kne 
about the Subject while skill means your experience 
successfully performing the task. Circle the number tl- 
best describes your level of knowledge and skill. Comp 
tencics where your ratings are poor or fair arc those tii 
you should concentrate on. Pay particular attention to tl 
chapters wliich deal with those competencies. 


Figure 1. Communicating with Apprentices 
Self-Assessment 






Rating 



W})icr in Booklet 

Competencies 


Poor 

Fair 

Good 

I'lxcellct 

identify Aspects of 

1. Comprehend and clarify 

Knowledge 

1 

2 

3 

4 

Good interj^crsonal 

interpersonal communications in 

Skill 

1 

2 

3 

•i 

Communications 

the related iastruction setting. 






Develop /\rcencling 

2. Attend to the trainee apprentice 

Knowledge 

1 

2 

3 

■f 

and Responding Skills 

as a learner physically, visually 
and auditorially. 

Skill 

1 

2 

3 

4 


3. Respond to the content, feeling, 

Knowledge 

1 

2 

3 

4 


and meaning of the apprentice 
trainees’ expressions. 

Skill 

1 

2 

3 

4 


4. Interact with emphathy, respect, and 







promote trainee self acceptance in 

Knowledge 

1 

2 

3 

4 


the related instruction setting. 

.Skill 

1 

2 

3 

4 

^e^’elop Personali 2 ing 

5. Commtinicate understanding of the 

Knowledge 

1 

2 

3 

4 

and Initialing Skills 

apprentice trainees’ individual 
problems and goals by personalizing 

Skill 

1 

2 

3 

4 


meaning. 







6. Facilitate apprentice trainee’s 

Knowledge 

1 

2 

3 

4 


setting goals, developing action Skill 1 2 3 4 




Introduction and Objectives 

The counseling role of the related subjects instructor 
quires that the instructor establish and maintain effective 
terpersonal relationships with trainees and utilize good 
terpcrsonal communication skills. The quality of the rela- 
mship benveen the instructor and the apprentice has a 
cat deal of influence on how well the trainee performs 
id benefits from the instruction provided. Apprentices 
•rform better and learn more in those Instructional situa 
)ns in which the instructor (J) has in depth knowledge 
1(1 advanced skills in the content area !ie/she is instructing, 
) is efTicient and effective in instructional methods, and 
) has good Interpersonal relationship and communica- 
)n skills. 

'Iliink ofyour own learning experiences, either in formal 
lucatlon settings or in informal workshops, seminars or 
lier types of training sessions. You have no doubt etv 
lunterecl a variety of different types of instructors in your 
evious education and work experience. At one extreme, 
ere were those in.structors who knew their material and 
id excellent skills but could not teach tliem to others, 
ley were lacking in instructional and interpersonal skills, 
n the other hand, there were those who were easy to 
late to, appeared to be very concerned about their stu- 
?nts, but had little background or experience and limited 
lowicdgc and skill in what tliey were teaching. One type 
■ instructor is very competent In his/her area, but because 
■poor inteipersonal personal relationship and communl- 
tion skills may come across as lacking in concern for the 
.idents, while caring only about the subject matter, 'fhe 
concl type of iastructor probably succeeded for a wliilc, 
It as more and more students perceived this person’s lack 
experience, knowledge and skill, their frustrations and 
.ssatisfaciion grew because they were not learning. 

'file capable instructor is competent In both knowledge 
d skills in the area of instruction, uses effective instrue- 
)nal strategies and techniques, and possesses good inter* 
.r.sonal relationship and communication skills. Learner 
hievenient and perfrtrmance are enhanced by knowledge- 


continuously influencing and being influenced by tiic ii 
personal input and feedback beween you and your trair 
inteipersonal skills emphasize your communication si 
As a teacher, you are a communicator. You need to I 
developed the interpersonal .skills ncces.sary to comm 
cate effectively with your trainees. Interpersonal skiib 
critical teaciiing skills. You have been selected as a rel 
subjects instructor in part becaii.se of your background 
experience and demonstrated knowledge and skills in; 
trade area. Also, the person or group .selecting you for 
position believes that have tlie necessaiy skills 
instructing others, i.e., being a good teacher. 

Tlic overall general purpose of this module series i 
further develop and/or improve your iasiructional s 
including planning, organizing, learner assessment, deli 
and e\aluation of student performance, lliis particular n 
ule focuse.s upon the development and niaintenanc 
effective interpersonal relationships between you and; 
apprentice trainees and the devciopment and use of g 
communication skills. Tliese skill arca.s in combinai 
interpersonal relationsliip and communication, arc 
essential ones for you to have If you arc to fulfill 
counseling roie of tlie related subjects instructor succ 
fully. 

Wlien you have completed your work in tills un 
materials, you will demonstrate your competence in id< 
fying aspects of good interpersonal coinmunicatior 
being able to: 

1. Comprehend and clarify individual communica 
in an instructional setting; 

2. De.scribc howgcxxi intcqiersonal communicatior 
tween instructor and student affects tlie performs 
of the learner. 

As you work through tliese materials, think about' 
interpersonal communication skills and those of ' 
trainees. Can they be made more effective through ince 
rating idea,s presented In tliese materials? 
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nting. Counseling recognizes that communication is a 
VO way process involving verbal and nonverbal cues. To 
motion effectively, the instructor must be able to under¬ 
and and clarify individual communications. Suppose, for 
jcample, that an apprentice trainee enters your classroom 
'ith an obviously Irrtiated look on his face, cursing and 
omplaining about “having to be in this stupid class." 

ccause of the cla.ss, he was unable to keep an earlier 
ommiiment made to his wife. He had agreed earlier to 
ike her out to dinner with some friends who were visiting 
om oui-of town. At the time he made the agreement with 
is wife and set the day and time for the dinner, he had 
ompietely forgotten about his related instruction class, 
his resulted in his current conflict. VCTicn he discussed the 
ituation earlier in the day wiili his supeiv'isor, his super- 
isor advised him to skip tlie class, saying it was a waste of 
is time any'w-ay. With reluctance, however, he had decided 
lat he should go to class. He was not happy about it, 
owever). 

Tliree basic points need to be considered in this situa- 
on. First, people tend to react to tlie Mwj'something is said 
ither than what is said. The instrticior may react initially by 
slling the trainee not to come yelling, screaming and 
ursing into his classroom, and completely miss the fact 
lat the trainee is really terribly confused. Second, what 
cople say and how they say it is usually based on how' 
ley feel. Keelings influence behavior. Understanding a 
arson’s feelings will help interpret the message. Tlie 
pprentice in the example was feeling very conftiscd. He 
lad mixed feelings about being where he was —feelings of 
uilt and disappointment for letting his wife down, confu 
ion over his supervisor’s statement, feeling trapped about 
le situation, and resentment toward the related stibjects 
istruction. Third, for an individual to understand why he 
ichaves in a particular way, he needs to recognize that 
aese feelings affect his behavior. Tlie instruaor can help 
ie trainee recognize that his hostility and resentment have 
auseci him to react by cursing and complaining, if the 
•ainec can become aware of these feelings, then he may 
e bettor abie to keep communications open and handle 
is problems in a more effective and produaive manner. 

Below are listed alternative ways in which an instructor 


III yuli 

^4 ■'You’re really angiy and rcsenifui about having to 
liere toniglit. Let me get the class started then we t 
step out into the hall and discuss it. I’d like to km 
why you think the class is ’Stupid’” 

Wliich of these four responses do you iliink would 
most helpful? Which is the one you would be most iikeij 
make, given the situation? Most people automatict 
choose and ^3. look at each of these four respon 
and examine how eacli miglii help tlie trainee better um 
stand his feelings and see how they affect his behavior. 

Response ^1 is an ultimatuni or direct command It n 
likely lead to the trainee responding with a tiireat of 
own, storming out of the room cursing and/or complain 
or, perhaps, sheepislily taking his seat but witli increas 
feelings of hostility and resentment. 

Response *^2 shows a recognition of the emotional st 
of the trainee (being very upset) and tlien asks a quest 
about the source of Irritation (Wliat's bugging you?). 1 
response tends to ignore or cliscouni what the trainee s 
and looks for .some otlier, hidden reason for Ills he 
angiy and upset. It is likely to receive this kind of rc 
from the trained “i said z/j/sclass ... this sz/zp/r/class, th 
what’s bugging me." lather tlian gaining some understa 
Ing of feeling, emotiotis iiav'c intensified. 

Response ^3 is a form of advice giving or solut: 
sending. It docs not rectignizc or respond to tlie trainc 
feelings in tliis situation. It also leaves tlie trainee out of: 
process for solving his problem because in tills respor 
you liave told him how to solve liis problem. Such act 
lesseas opportunity for dex'elopment of self-control. 

Response has two characteristics which are import 
to effective comniunk-ation. First, the response is respot}: 
to the trainee’s feelings, it recognizes hisfecling.s, ideniil 
and labels them, and docs So in a way tliat is not ju 
mental. Feelings are easier to deal witli once you < 
identify and label them. No doubt you have l^ccn ij 
situation yourself where you have wondered, "Wliy ai 
getting .so upset about this?’’ Being able to iciemify feclli 
helps to pinpoint what is bothering each of us. Tlie sccc 
characteristic of this response is tliat it initiates some k 
of action by the individual. In this instance, tlie act 


are important aspects of communication witli which you 
must be aware. Tlicsc arc called aitendmg and penonal 
skills. 

In our example situation, the instructor did attend to the 
trainee and was aware of his being upset. You might say, 
“Well, of course, he was aware of and attended to the 
trainee. Tlie guy was cursing and complaining, how could 
he ignore him or not be aware of this disruption?” And 
right you are. Attending to the trainee is an important skill 
in interpersonal relationships and communication within 
the related subiects instructional setting. Attending is also 
veiy imponant in situations other than disruptive situations 
like the one used in our example, it is an essential pan of 
your instruction and is very imponant with individuals who 
may not be outwardly disruptive and call attention to them¬ 
selves, but who are inwtird and withdniwn and not involved 
actively in the learning pr{x.-c.ss. Attending means giving 
attention physically to things like where you stand, how 
you stand, where you face and how you look. Also it means 
avoiding having objects such as desks between you and the 
trainees, and carefully ob,scr\'lng and listening to the train¬ 
ees. Attending is an essential pre condition to instructing 
and helping. 

Personalizing is another important aspect of good com- 
munlctition. In personalizing, you use your own experience 
to help the trainee determine where they arc in relation to 
where they want to be. Tlie peisonal pronoun "you” is 
used in yoiirveiixil rcspt)nse. Personalizing helps the other 
person gain control of their behavior and solve problems. 
As tltcy increase their understanding and see the personal 
relevance for tlicmselves, they arc more iikely to initiate 
change that will lead to a realization of their goals. 

To review, there are four key aspects to good Interperson¬ 
al relationships and effective communication skills. They 
are summarized as follows: 

Attending. Tliesc skills are e.ssentiai to instruction and mean 
that you, the instructor, are unending ptiyslcaily to your 
trainees and are ob.serving and listening to them. Attending 
may be con.sldcred an essential pre condition to instructing 
and helping. 

Jie.'ponding Responding mcaii.s communicating an under¬ 
standing of the experience expressed by the trainee, it facili- 

r\f tc otrlrii/fnc on/I 


you help the trainee iinder.stand where tiie^ 
they want to be. With initiating skills, you 
trainee, begin to lay out a program of actio 
the trainee reach a desired gail. 

Being able to recognize and identify ; 
interpersonal communications in others a.‘ 
self can helpyou begin to develop or impn 
al skills. Try to become aware of how otl 
municatc with one another. Take note of ir 
such as your spou.se, friends, supcrvi.sor, 
respond to you in various situations. By 
own sensitivity and awareness, you will .st 
which you can develop and improve your 
skills. And remember, effective comnuinlct 
of successful counseling and interpersor 
with trainees. As you develop your comii 
through increased sensitivity and awarenc.s 
to sec more and more .situations when efft 
cation can be very important to successfu 
proljlem, to increasing an individual’s set 
dence and self control, or to increasing trail 
and progress in the instructional process. 


How To Perform The St 

You can learn to identify a.spects of got 
communication by (1) becoming more 
communicate; (2) becoming morcaw-are c 
communication skills; and (3) Internalizi 
a "checklist” of items which should be 
evaluating your own or another person’s < 
Here are some checklist items to consider 

1. Are you attending physically to tlie 

_making the learning enviro 

able, attractive, siimulaUng, t 

_presenting yourself in terms 

ance and behavior as a po; 
trainees? 

_facing the trainees square! 

across from right shoulder? 


_ihe trainees’ eye contact? 

3- Are yoti listening to your trainees? 

_hearing the content of what ilie trainees say? 

_listening for and understanding the feeling 

behind what tite trainees are saying? 

Arc you responding to the content of the trainees’ 
expressions? 

_capturing the gist of what was said and being 

able to express it back to the trainee? 

5. Are you responding to the feelings behind the 
trainees’ expressions? 

_ understanding the trainees’ feelings? 

_formulating and using feeling words to show 

you understand the trainees’ feelings? 

6. Are you responding to the meanings of the trainees’ 
statements? 

_understanding the reasons for the feelings 

expressed by the trainees? 

_communicating your understanding of the 

reason for the trainees’ feelings? 

7. Are you personalizing the meaning of the trainees’ 
experience in your interpersonal communication 
with your trainees? 

_pinpointing the trainees’ role In their own 

experience? 

_helping the trainees recognize their respon¬ 
sibility in the experience? 

_identifying the implications for the trainees? 

8. Are you personalizing the problem for the trainees 
by focusing on what the trainees are unable to do? 

_focusing on the trainees’ behavorial deficit? 

_ proceeding with care to insure that the 

personalized problem is acceptable to the 
trainees? 


. specifying what is to be done? 

. determining what actions arc to be per¬ 
formed? 

. knowing where the action will take place? 

. stating how the action steps are to be carried 
out? 

- slating how the action plan will be e\'-aluated? 

_ understanding the needs and reasons for 
trying to reach the goal? 


Examples 

Applying the checklist criteria to responses that you 
make to your trainees, to other persons’ communications, 
and as well to statements by trainees to each other can 
help you develop better listening skills and a deeper 
understanding of the comm unlcation process. Develop an 
overall rating for a response by thinking about various 
levels of interpersonal communication in terms of respon¬ 
siveness and initiative. As you review the suggested levels, 
remember that attending skills are essential to communica¬ 
tion-, therefore, it is assumed that appropriate attending 
skills arc pre.sent. Also, the concepts of personalizing and 
initiating are combined into the single term, "initiative." 
Review the levels listed below and tlic examples for each. 

Level Responses are both low on responsiveness 
and low on initiative. Often, the responses are 
more like questions or lecture.s that do not 
respond to the trainees’ feelings nor provide a 
.sense of direction. 

Example: 

Trainee: "I’m gonna get Johnson back, no 
matter what. That ‘Turkey’ has 
done duped me again." 

Response: "You better learn to stay away 
from him. You know what they 
say, "Fool me once and ...; fool 



(here lias iDcen no response or recognition to 
(he feelings and meaning associated with the 
trainee’s experience. 

Example: 

Trainee: "\'\n really worried about the 
exam. 1 don’t know what’s gonna 
he on it, and the instructor hasn’t 
given any clues.” 

Response: "Ixiok, all you gotta do is review 
the questions at the end of each 
chapter. If you can do (hose oktiy, 
you’ll be all right, believe me.” 

3 Tlicsc responses arc liigh on responsivcne.ss 
but low on Initiative. 'I’he feeling or meaning 
of the person’s expre.ssion is understood and 
related, but (here is no direction given. 

Example-. 

Person: (Sitting in car with city street map 
in hand). “I’m running very late 
fora meeting. Oh, I will be terri¬ 
bly embarrassed to go in late. I’m 
not sure wlicrc 1 am. Can you 
help me?” 

Response: “You feel really upset because 
you don’t like to be late. You’ll 
feel really embarrassed if you 
have to go In after everyone else 
is there.” 

Person. "Please! Give me some directions, 
Please!” 

4 Responses at this level are high on responsive¬ 
ness and high on initiative. Tlicy pcrsonalixc 
(he feeling and meaning of (he experience 
and demonstrate understanding for where the 


Trainee: Sometimes 1 think I’m just not 
small enough to do (his work. 
I’m too dumb.” 

Response: ''You're feeling pre/y'about 
your .school work because It al¬ 
ways seems to turn out poorly 
and you’d like to do a lot better. 

Check to sec if you can identify 
the response phrases that express 
(1) the feeling, (2) where the 
trainee is, and (3) where the 
trainee wants to be. 

Level *'5 'Fhese responses go a little farther licyond the 
level ^-1 responses. 1’hey express both the 
feeling and the meaning of the trainee’s ex¬ 
pression at a much deeper level than what wits 
expressed. Any direction-giving reflects an 
understanding of where the nainee is and 
where he/shc svants to be. Further, the re¬ 
sponse initiates a program plan to achieve the 
trainee’s goal. 

Ilxamplc: 

Trainee. “I think old man Baker is pre¬ 
judiced. He treats me like dirt; 
gives me all the clean-vip wr^rU 
a/lihe time. Never anybody else! 
He i^icks on me because I’m 
black, and I resent it. Can’t you 
do something about him?” 

Response: “You’re verybitter about (lie treat¬ 
ment you’ve received from Mr. 
Baker because he treats you un 
fairly and makes only you do the 
crummy jobs around (he plant. 
You think he treats you (his way 
because he’s prejudiced against 
lilacks. 1 tiiink we need to .sit 


Shills oj Teacljin^: hitO'pevsotuU Shilk Amhcrsi, MA: 
fluman Resource DecelO[3iucnt Press, 1977. 

Tlieir analysis of teacher coinniiinicaiion skills ser\’cd as 
(he basis for material presented in (his chapter. 

Self-Test Exercises 

IJsiPig the luorci list, fill in the blanks with the appi-opriate 
ti'Ordsin tl)e sentences below. Check your answers by refer- 
fing to the appendix in the back of the booklet. 

WORD UST 

interpersonal Initiative 

trainee responsiveness 

exploration you 

lectures communication 

attending listening 

counseling act 

1. 'Hie counseling role of the related subjects instructor 
requires that the instructor establish and maintain 

effective _ relationships with the 

apprentice trainees and utilize good interpersonal 
-— -_skids. 

2. Broadly defined, _ is a reciprocal 

communication procc.ss based on a dynamic rela¬ 
tionship between two persons. 

3. The counseling process Is important because it facili¬ 

tates incTca.sed self-awareness, self-acceptance, and 
self-control on the part of the _ . 

4. I’ersonnlizing is an Important aspect of communica 
tion. In responding in this way, you draw upon your 
own experience to help the tiainee determine where 
he Is in relation to where he wants to go. As a 

general format, the personat pronoun “_” 

is used In your verbal response. 

5. -skills are essential to 

Instruction, and may be considered a pre condition 
to instructing and helping. 


8. Attending to the trainee means physically.' 

obsenvng and_toth 

9. In evaluating the appropriateness and effe 

of our or another instructor’s responses tc 
expressions, we are concerned about high, 
-and_ 

10. Examples of the types of responses to (r 
pressions which are low on both respo 
and Initiative would include questions or 
which do not re.spond to feelings nor j 
sense of direction. 


Two basic skills necessary for effective communication 
: respomllng. Attending is the more es.sen- 

1, for It is the foundation or prerequisite, both for re- 
onding and for using more advanceci skills of communi- 
tion. This unit is concerned initially with tecliniqiies you 
n use to improve your attending skills. In addition to this 
Lindation, tlie chapter al.so contains a review of speciRc 
>'S of responding. I’ay particular attention to theconcepcs 
content, feeling, empailiy and respect. Wlien you have 
mpleted your work in this unit, you will demonstiate 
Lir understanding and competence In attending and re- 
onding .skills by being able to: 

1. Describe specific behaviors wliich are important in 
using good attending skills; 

2. Identify and discriminate the content and feeling of 
written communication; and 

3 Demonstrate knowledge of the concepts of respect 
and empathy in communication and interpersonal 
relations. 

/\s you work throiigli these materials, think about your 
;erpersonal communication skills and those of your stu¬ 
nts. Can they be made more effective throiigli inc()qx)rat- 
’ tlie ideas presented in these materials? 

What, When, and Wliy Use ITae Skills 
Aticnding Skills 

Attending skills include pliysically attending to, obsen-- 
and listening to your trainees. Tlicy refer to the specific 
:linlc|ucs. mannerisms, and style that you use in approach- 
:> tlic trainees that you teach. Mow you use these skills, 
It is, how you aj^proach your trainees communicates to 
your level of interest in them and how mucli you care 
out them and their success in the related subjects 
itruction. 

Tlie most important thing about attending skills is their 
'ect on the motivation level of the trainees. One of the 
o.st nagging problems In related Instruction is lack of 
otivation among the trainees—not all, but many. For too 
in ' of them, It’s a matter of slmpl putting in their time 


relevance of the related instruction lo what they are d( 
on the job. Tlie in.structoi 's use of appropriate and effec 
attending skills can improve and increase trainees' mo. 
lion. Further, the use of attending skills is under the cor 
of the instructor. Unlike other factors such as educatii 
background, previous work experience, and social matii 
each of which influences trainee motivation, attending s 
arc directly under your control. How well you use tli 
and consequently how effective they are, depends c 
pletely on you. 

'fliere arc three types of attending .skills about which 
mii.st know: (I) physically attending, (2) obsciving; 
(3) listening. 

Physically Attending 

Physically attending refers to how you prepare the le 
ing situation foryotir trainees and liow^-ou present youi 
either to individuals or to a group. In preparing the learr 
situation or Instructional setting, you should do so in a 
that is consistent witii the interests, :ige and maturiry Ic 
of your trainees. How you arrange the furniture in 
room, wliicli types of furniture you use (e.g., school i 
desks or tables and chairs); the visually cUspInyed matei 
you use; and liaving a comfortable environment in terrr 
lighting, noise, temperature, and ventilation, are all ini] 
lant. Tlie environment should be comfortable, attraci 
and functional. Wlien such a classroom environmer 
provided, It coinniiinicatcs interest in the trainees 
invites ihelr attention to tlic learning that is going to i 
place. 

In presenting yourself to the apprentice trainees, 
important to consider your appearance and behavior. > 
physical appearance is important and your dress and gro 
ing should reflect your role as instructor. Remember 
you are a model for what you want to see the apprent 
become in their respective trades. Re sure ihat yovir v 
habits, such as being prepared, being on time, and gmt 
their work promptly and fairly, present a good model 
them to follow in their trade. Other specific behaviors 
should be aware of include your posture and your 
contact. In addre.ssing an individual apprentice trainee, 
should be .squared-up with and facing the trainee—^ 


ng a lease Da.si<ciDan game, i-unncr, nwiiuain eye coniaa 
dih ilie trainee, llii.s coinmiinicaies your Interest in the 
rainec a.s an individual and gives you the opportunity to 
>b.serve the trainec’.s facial cxpres.sions and behaviors, a 
ounce ofimponani information \Vlicn addressing a group 
>rclas.sroom of trainees, fhe ifr»(>ortani aspeas of attending 
Iso apply. Be sure to face the group squarely, positioning 
■ourself in front of them so that you are able to have all of 
hem in your view. Avoid turning your back on them while 
alking, even when writing on the board Make eye contact 
viih each inriividuai trainee, moving from one to another 
(uickly as y'ou scan the group and obsene their attention 
md re.sponse. Minimize the distance and number of phy.si 
•al objects such as desks or tables herween yourself and tlie 
rainees. Aj range the desks or tables and chairs in the room 
o rbar you ha\'e .space to pass between then) a.s you niov'C 
round the room and obsene the trainees at their learning 
asks. 

Dbseri'ing 

The second r\'pe of attending skill wliich you should 
levelop and use is observing. Learn to obscr\'C the follow 
ng tilings about your trainees: (t) tlieir learning environ- 
nem, (2) their physical appearance, (3) their behavior; (4) 
heir po.sturc; and (5) tlieir eye contact witli you as their 
nstruetor and with the educational materials they arc work- 
ng with. Ixiok at the area where the trainee is working. 
Joes it indicate that the trainee is prepared and w'ell orga- 
li'zed? Arc all necessary books, supplies and materials there? 
-fas the trainee organized his,^her desk or work area to do 
fie work eflectivefy and efficiently-’ Does tlie area have 
idequaie lighting? Is the area free from distracting noises 
md interruptions? Observe also the trainee’s appearance. 
)omc obvious obsen'ations include age, sex, size, race. 
Viso, observe dress and grooming. Here again, look for 
ppearances and presentation on their pan tliat tells you 
onicthing about iheir dress and grooming habits. Is their 
kess conserv'ative? coordinated? neat? What inferences can 
'ou make about the trainees as learners that may .suggest 
vays for you to relate best to them in the instructional 
etting? Remember that observations of your trainees’ phy.si- 
■al appearances are inferences on/y, and mu.st be checked 


aixiut tncjr interest and attention a.s well, hor example 
trainee witli hettd bowed down or .supported by his ha 
may be faiigucct after an exceptionally hard day at work. 1 
the learners’ faces look puzzled? Perhaps they arc havi 
difiiculty iintiersianding the le.sson being presented. Loss 
interest may result If they are hai'ing trouble follou-ingyc 
lecture or are unable to do the task you have given the 
From >-our careful obsen-atlon, you .slioiild be able to s 
how the trainees have prepared tliem.selve.s, how niii 
interest they have, and how well they are attending to t 
Je.s.son. 

Uskoiing 

'Flic tliird type of unending skill is li.stcnlng. ’nicrc t 
rv>'() aspects of listening. One is listening for the iralnc 
feelings licliind their expre.sslons. Tlie second is listen! 
to the ccinicnt of the trainees’ expressions. Listening I 
both content and feeling in the trainees’ expressions i; 
.step toward better undenstanding of tlic trainee and th 
experiences or situations. Wlien you arc li.stcniiig to yc 
traince.s, wlictlier it be in the classroom or iiisiructioi 
setting, before or after class, during conferences w'iili ini 
N'idual trainees, or in Ic.ss formal situations, you must list 
to wliai is said or ilie content as well as to the feelings t 
trainee is expressing along witli the content. Some exa 
pics of feelings which tniinees miglit have, l^oili posltl 
and negative, arc prc.sentccl in Table 1. Review the list ai 
[T)’ to think of other words that dc.scribe positive and nc^ 
tivc feelings Wliat words do you use most often to clescri 
y'our feelings—when you are feeling good alxiut things 
not so good about yourself or a situation you are involv 
in? 

Look at the five statements made by trainees and listed 
Figure 2. With the first exi^rc.sslon, the content and feclir 
arc identified. Following this example, Identify the conu 
and feelings of the other four statements. 

Check to see how your identification of the content a 
feelings of each of tlie .statements matches those giv 
below. Wliere yours arc particularly different, and y 
missed a particular feeling or misinterpreted the come 
read the siaiemcm again and see If you can recognize t 
feeling and de.scrilDe the content. 


neat 

bored 

relieved 

sad 

satisfied 

disappointed 

proud 

blamed 

excited 

embarrassed 

o.k. 

rejected 

optimi.stic 

lonely 

happy 

pessimistic 

interested 

confused 

liopeful 

down (depressed) 

reljixed 

discouraged 

secure 

anxious 

coinfonai')Ie 

helpless 

great 

scared 

wonderful 

bad 


Figure 2. Example Statements 


Trainee Statement 

Content 

Feeling 

Yesterday, I went to theckxrtorand found out 
that I’m pregnant. Now what? 1 certainly don’t 
want to lo.se this job and the training I’m 
getting. 

Went to the doctor, learned 
of pregnancy. 

uncertain, scared, concci 
about future. 

^2 Can you believe It? Snyder’s monthly evalua¬ 
tion report on me was super. 1 think I’ll get 
that niise now. 



#3 Trying to make it on this apprentice salary is 
rough, let me tell you! 1 hope 1 ran stick with 
it long enough to let it pay off. 



M 1 got it! Finally, 1 think I’m getting the hang of 
these equations. 



#5 Boring, thtit’s what it is. Wliy do we have to 
know all this junk about labor union hi.stors' 
and apprenticeship laws? 




Contoni 


/''eeling 


#2 Received positive evaluation report from supen'isor 


Proud, surprised, hap 5 , hopeful. 






Jevelop Deuer uncierstanciing about tneir leciings ana tneir 
ochavior. Kurther, it will lielpihem to determine what they 
ran or .should do. 'ITic way in which you re.spond must 
iccomplish two things. First, you must respond to the 
feeling being expressed by ihe trainee. You must rccogniv.e 
:he feeling being exprcs.scd and formulate and use a feeling 
word that describes it. Your li.stening skills are critical in 
:his regard. After listening, reflect your understanding hack 
:o the trainee u.sing the general format:'You feel_." 

Second, develop an understanding of the trainee’s reason 
for the feeling, litis emphasizes the meaning behind what 
:he trainee is saying, and allows you to combine the feeling 
jnd the content. The format of the reflective statement can 

oc cxjtanded in this way. ‘You feel_ 

because-By responding with a 

reflection of the feeling and the meaning behind the feel¬ 
ing, you are responding efTectivcIy, helping the trainee to 
explore his feelings and his/her situation further. 

Here are some examples of responses that are effective 
They refer back to the trainee statements presented in 
igure 2. 

Trnime SlutometU ff ): ' Yesterday, 1 went to the doctor and 
found out liiat I'm pregnant Now what? I certainly don't 
want to lose this job and (he training I’m gening." 

Response^}- You feel uncertain about what's going to hap 
peti hecaitse of the pregnanq- and aren’t sure how it’s going 
to affect >x)ur work and training. 

Trainee Siaicmenirt2: Can believe It? Snyder's monthly 
ex'aluation report on me was super. 1 think I’ll get that raise 
now. 

Res})ome»2: You're really proud of that report, even better 
than yt>u thought it would be, it may mean you’ll get that 
new raise. 

Trainee Suuement ^3. Trying to make it on thi.s apprentice 
salary is rough, let me tell you! 1 hope 1 can stick w'ith it long 
enough to let it pay off. 

Response >*3: The money situation is discouraging—you're 
concerned aboiti being able to stick it out and complete the 
apprentice (mining program and benefit from it 

Following (he instructions provided thus fer on respond- 
ng, and usi ngthc examples above, write a response that you 


Trainee Statement f>5: Boring, that’s wiiai it Is. \Vliy do wt 
have to know all this junk about iaijor union hi.story anc 
apprenticeship laws? 

Your Respon:ie to#5: -- 


Compare your responses with the following respon: 
(hat were suggested by experts. Tlic suggested respon: 
follow (he format for reflective statements of feeling a 
meaning. If your rc.sponscs arc similar, then you are usi 
good responding skills and understand the concepts si 
as listening, being able to recognize and label feelin 
and formulating a reflective response that helps the trair 
explore more fully his/her feelings and behavior. If yc 
responses arc not similar, or If you have misinterpreted t 
feeling, or fall to sec the reason for the feeling, then y 
should review this section on attending and re.spondi 
skills. 

Check Yourself 

Example Response ^4: You feci reUeoed because you havy 
gotten over the hump In solutng ctpiat/ons 
Example Response You feel frustrated lDecau.se you 
don't like studying the history and wiiich is pan of th( 
course. 

Reject and empathy 

The suggested v^y to respond to the trainee’s expr 
sion helps to communicate two things about you to i 
trainee. First, It communicates to the trainee that you lit 
respect for him/her. By indicating iliat you are interest 
and want to listen, you are saying to (he trainee that hc/s 
is valued and respected. Tliis increases the tialnee’s w 
ingness to explore feelings or problem areas. Your respi 
for ( e traine can ipln hrpak <-inwn rhp -nn-ipr*; of fur 


'he "Dirty Dozen" 

The t>T)e of reflective rcs[)onse and tlic format for delivery' 
iHt is proposed can he contrasted witli typical wjiy-s of 
?sponding which arc gencmlly not cfi'ective in helping the 
aincc explore his/her feelings and experience. These 
pcs of responses have been referred to as the “dirty' 
ozen." Probably y'Ou will recognize them. As yon review 
■\ern, identify those that you may tend to use often. Also, 
link of how statements such as these have made y'ou feel 
/hen others have made them to you. Tlie list presented 
ere was compiled by Dr. 'niomas Gordon, a psychologist 
/ho has studied inteipcrsonal relationships benvecn parent 
nd child, teacher and pupils, and employer and employee. 

“Tlie Dirty Dozen” 

1. Ordering, Directing, Commanding 

"Stop complaining. You’re going to have to know 
this stuff because it’s pan of the course. 'ITicrc’s not a 
thing else you can do." 

2. Warning, Admonishing, Tlireatening 

"If y'ou don’t stait showing up on time for class. I’ll 
report you to the personnel olTicc.’’ 

3. Exhorting, Moralizing, Preaching 

"You should have thought about that before you got 
pregnant.’’ 

-i. Advising, Giving Suggestions or Solutions 
"Well, I'll tell you what i‘d do. I’d . .. 

5. Lecturing, Giving Logical Arguments 

"One of the things you’re going to And out on the 
job is that you don’t always get your wtiy. So ...’’ 

6. Judging, Criticizing, Di.sagrcclng, Blaming 

"Your attitude is all wrong. You've just got a poor 
attitude about this.” 

7. Praising, Agreeing 

May not always be beneficial. May be viewed as 
manipulative; may evoke hostility if the person 
doesn’t agree with your evaluation; or, may create 
depcMidency. 

8. Intepreting, Analyzing, Diagnosing 

”1 know what’s wrong with you. You’re just too shy.” 

9. Reassuring, Sympathizing, Consoling, Supporting 


■Ibe "diiTy dozen" are responses everyone uses fn 
time to time in communicating with children, spoirs 
friends and trainees. No doubt you have been on i 
receiving end of these kinds of statements, e.g., when y 
have had a problem that needed re.soliition. You know i 
limited effect of these statements. Often, they may be int 
harmful than helpful. Tliey tend to cut off communicatit 
rather than increase communication and exploration, 
contrast, appropriate attending, listening and resjxmdl 
skills do help increa.se communication and exploration 
the following ways; 

1. Helps the trainee find out exactly what they ; 
feeling. 

2. People become less afraid of, and more comfortal 
with negative feelings. 

3 Promotes a better relationship betw-een instructor a 
trainee. 

4. Helps improve the problem-solving abilities of i 
other person, the tminee in this context of relai 
apprenticeship instruction. 

5. The trainee becomes more receptive to the instr 
tor’s thoughts and ideas. 

6. Tile responsiblllc)'for solving the problem or deal i 
with the situation remains with the trainee; it d( 
not become the instructor’s problem, for example 

'Door Openers" 

In some situations it may be difficult to identify i 
trainee’s feelings, e\'en though you know that feelings : 
ilicre. In such situations, it may be mo.st helpful to use w 
are called "door openers.” ’Iliesc communicate to i 
trainee that you are interested in what ilie trainee has to 
and are willing to listen to him or licr. Here are soi 
examples: 

“1 .see." 

"Oh.” 

“Intcre.sting.” 

“Tell me about it.” 

"Shoot, I’m listening.” 


How to Perform the Skills 

rbese skills, unending and responding, may be new 
lls for you, may be skills that you have used in the past or 
y be skills that you arc using now. Whether you are 
ing these skills for the first time or ir\’ing to improve 
isting skills or revive old ones, t\vo things are critically 
ponani—rtw’iSfe/tess and practice. With each of these 
ills, you must be -aware contintially of how you arc attend- 
3 to your trainees and how you are responding to them, 
lu also must practice these .skills on a regular and consist 
,t basis whenever your related instruction classes meet. 
)U need continuous use of these skills in order to perfect 
em and keep them sharp. 

You can develop the .skill of physically attending by 
)ing the following: 

1. Face squarely the indi\ndual trainee or cla.ss with 
whom you are interacting. If it is an individual, his/her 
right shoulder should be directly across from your 
left shoulder; if it is group, you should position your 
self so that you are facing the group and have full 
view of them. Tliis way, you are able to make eye 
contact with each trainee in the class. Awid turning 
away unnecessarily to one side or the other. Do not 
try to talk and write at the backboard at the same 
time, with your back to the cla.ss. 

2. Maintain eye contact with the person with whom you 
arc talking. If you are interacting with a class or group 
of trainees, make eye contact with each member, 
moving from one to another in a random fashion. 

3. Minimize the distance between y'ourself and the 
trainee/class and make sure you have removed all 
physical objects that create a barrier betw-een yourself 
and the craince/class (desks and other furniture not 
needed for demonstration, for example). 

4. Make sure that you have organized the room and 
taken care of other aspects of the phy'sical environ¬ 
ment to make the setting comfortable, attractive, 
functional and in tunc with the imeresLs. trade areas, 
ages and maturity levels of your trainees. 

You can develop your observing skills by using a sy'stem- 


tions, you can see If a trainee’s appearance or be 
ior changes over time. You can also see wheih 
not your obscivatlon skills arc improving. If 
example, you are able to record after class gei 
comments about each trainee’s [physical appear 
then you have begun to master observ^ation skil 

■1. After you have focused upon one area for obs 
tion for about a week, shift your observation foe 
another area. Repeat the above steps ov'cr a perit 
three to five days. 

5. /Vftcr you hav'e developed your observation ski 
the areas of learning environment, pliysical ap] 
ance, behavior, po.sture, and eye contact to a sat 
lory level, begin to focu.s on individual trainees 

6. Select one trainee to observ'e and focus your obs 
lion on this one trainee for a pericxl of three tc 
class meetings. Be comprehensive in yourappn 
observing skills in all of the various areas discu 

7. From your observations of a single trainee as 
gested in Step #6, dev'elop some hypoihcsc.s a 
the trainee. Next, check to see If your Idcaj 
accurate and valid. For ex-ample, you observe 
the trainee is slow to begin his/her w'ork afte 
structions are given and assignments made. He 
watches to see what other trainees do and 
begin.s his/lier work. Perhaps the student is 
understanding your verlxd instructions or has 
culcy in following directions. You can check ihi 
by asking the student to restate insiruciions/c 
lions to you. 

H. Repeat Steps ^(i-1 with two more trainees in 
related subjects’ program. Notice how each inc 
ual trainee is unique, with differing personality s 
work Ivabits, and so on 

9. Apply your observation skills in all of your inj 
tional settings with all of your trainees. 

10. Periodically check your observation skills by rei 
ing. This will help you maintain the skills you 
developed. 

You can develop your listening sklllsby becoming 
aware of your own and other persons’ conversations, 
meats and expressions. Do the following: 


listen to other persons’ conversations. They could be 
talking to someone else or to you. Can you describe 
or restate the content and detect and identify the 
feelings that arc being expressed? Make some hy¬ 
potheses or guesses about what content and feelings 
you think are being expressed. See if they are con¬ 
firmed by the person later in the conversation. 
Iivaluate how well you think you are doing and seek 
to improve your listening skills. Remember that no 
one is perfect in this, which is why communication 
between people is so complex and can lead to such 
confusion at times. 

Keep in mind that if you want to have good listening 
skills, you must: (a) want to hear what the other 
person is saying: (b) be willing to take the time to 
listen or if not, say so; (c) accept the content and 
feelings expressed as being real in tlie perspective of 
the other person; and (d) understand that the other 
person's feelings arc transitory, not permaticnt. 

ui can develop and apply your rcspouciing skills in 
changes with your trainees by using the suggested 
at: 

3 u feel (identify feelings) _becau.se 

_ (state tlte content of the expression) _ 

ore specific steps include the following actions on your 

Identify the content and the feeling. You will accom¬ 
plish this by using your newly developed or improved 
listening skills. 

Formulate a response statement. 

Communicate your response to the otlicr person 
using the suggested format (You feel...because...). 
Avoid using tlie “dirty-dozen" responses. But, if you 
happen to forget and slip one in—do not worry. 
Come back witli a more reflective, responsive com¬ 
ment at your next opportunity. (Old habits are hard 
to break, but you can do it with effort and practice.) 
Remember to use “door-openers” if you are not sure 
of your response. Tliese will help to keep the otlier 
person communicating, giving you additional infor¬ 
mation to use to identify content and feelings and 


general high quality of his work were not consistent wltl 
his test scores. Overall, Alvarez had a C average based or 
five tests whlcli were given weekly since the start of th< 
course. With a test upcoming in a couple of days, Robbln; 
decided to pay particular attention to Alvarez prior to anc 
during this next test. From his observations of Alvarez or 
the day of the test, he noted the following: 

1. iJpon entering the classroom, Eddie seemed ver> 
serious. He took no time to Interact with othei 
trainees, to exchange cliit-chat or joke with them 
While all of the trainees were more serious on tesi 
days than other day?, Eddie seemed more so. 

2. Eddie took his seat and began to re\1ew furiously hit 
text materials and class notes. His review .seemec 
hurried and disorganized. 

3. Once Robbins said it was time for the tc.st and foi 
trainees to put all of their materials away, Eddie die 
this. 

4. Wliile wttitlng for the test to be distributed, Eddie die 
a lot of‘Tidgeting” in his seat. He did such things at 
tapping his pencil on the desk, wringing his hands 
and rubbing his hands on his pants as if wiping therr 
off. 

5. Eddie worked on the te.st in an agonizing manner 
seeming to have to wrench each answer from himsel: 
to put it down on paper. 

6. Alter about half the allotted test-time had past, Eddie 
seemed to have given up on the test. Vie wrts dis 
tracted by other activities going on in the room oi 
outside. At times, he seemed to be just staring off Into 
space. 

7. After Mr. Robbins announced that only ten minute; 
were left, Eddie seemed to direct more of his atten 
tion to the test and cotuinued answering the ques 
tlons although in a "hurried-up” fashion. 

8. Mr. Robbin's review of Eddie’s test papers indicated t 
good deal of confusion and di.sorganizatlon in hi: 
respon.scs. He noted where Eddie had missed ques 
tlons that he had been able to perform with relative 
ea.se in cla.ss. 

Based upon his observations, Mr. Robbins hypothesizec 



■)f the problein. 

«««•••* 

Terry Phillips vs’as an apprentice enrolled in a related 
mhjecus course for electrical workers. Tlie course wus taught 
It the I.B.E.W. Hall on a one niglit per week basis by 
Vlarshall Poe, a ioumcym:in and local area electrical con- 
ractor. Marshall knew Terr>’ pretw well because Tei-o' 
.vorked for another electrical contractor in the area that 
vpeci:ili7ed in industrial wiring. Terr>’had originally applied 
o work for Poe’s company. However, at that time there w~as 
tot enough constaiction activity going on to take on an- 
)ther person, even an apprentice Marshal! Poe liked Terry 
aid would have hired liim if he could ha\'e /Vftcr the 
.oiirse had been in operation for about eight weeks, Poe 
Degan seeing some changes in Terry that he did not like. 
Perry began coming late for class, came in unprepared. I lis 
atitude .seemed to be changing. At first, he was eager to do 
he related work He was enihu.sia.stic and an all rotind 
volid trainee Now, he .seemed to have an “I don’t care” 
ttitude about his work, and was not serious in applying 
imself to the work in the course. Marshall suspected that 
ie knew what the problem was. or at least what pan of the 
problem was. The crew with which Tcrr>' wus working had 
i reputation for being a rowdy bunch, involved in drugs, 
tnd “heavy drinkers” at a local bar which they frequented 
ilmost daily after work. Marshall surmised that Terry’s 
:hange was related to hisas.sociation with these crewmem¬ 
bers, especially his olT-the-job association. He tried talking 
0 Terr>’ about the group with which he was associating, hut 
erry vvould not listen. In fact, he became more obstinate 
ind told Marshall (in effect) that if Marshall was so inter¬ 
ested in what he (TeryOw-asdoing, and who hew^s doing 
t with, why didn’t he hire him in the first place. “I,ook,” he 
iaid, “it’s none of your business what I do and who I do it 
viih. These are my friends, the giro's I work with and who 
aelp me on the job, and off the job, too. You do not need to 
vorr^' ahout me.” 

Marshall let things slide after that. He did not push his 
>oini with Terry, but he did continue to w^tch him more 
:losely and Indirectly. Also through friends in the trade, he 
<ept up with Terry’s progress as an apprentice. Fro 


Poe and said, “Can you give me a ridc?'niose jerks took i 
licen.se aw-ay today.” ’’I’m not surpri.sed,” Marshall replit 
“\Vliy should you he. Don’t you know-....” and then 
caught him.self. He thought to him.self, this i.s no time 
Stan saying”! told yoti so" even though that is exactly wl 
he felt like .saying. He thought for a minute, and sa 
“...well, okay. I’ll give you a ride. Maybe on tlie wayyouc 
tell me what happened.” 

In thi.s example .situation, Marshall .sensed that Tei 
wanted to talk with him. He was still very intere.sted 
Terry and wanted to help him. He realized that if he.sian 
olTby saying ”I told you .so” and moralizing and preachii 
that Teirv' would likely get ‘‘turned off’ and become me 
resi.stant. He decided the best thing to do w;is stay co 
keep his own fecling.s and emotions In check for now, a 
give Tcriy a chance to talk since he seemed to want 
About the be.st thing Marshall could do at this point wiis 
use “door-openers” to let Terry know' he wjis still interest 
and willing to li.sten. 

Additional Information 

For additional information on development and main 
nance of attending and rc.sponding skills, a major soiu 
would be Siv//x of Teaching: Intcrpenouat Skills. 
chapter eacli i.s devoted to attenclingand responding ski 
Tlie book also conmins an extensive li.si of feeling woi 
which are categorized accorcling to levels of intensity. 

Another good source, used as a reference In the devek 
ment of this module is a niantial, Indluicinal and Gro 
Counseling Tills manual contains exercises on listening 
feeling and content a.s well as brief, concise discussic 
about the concepts of empathy and respect. Finally, sot 
of the publications of Dr. Thomas Gordon, particulai 
Tarent TffectWeness Training and Teacher Tfjectii’en 
Training, contain general information and specific .sira 
gies for elective commtinication that are applicable to i 
instructor trainee relaiion.ship in related instruction in t 
prenticesitip programs. References for the sources are list 
below: 

R.R. CarkhufT, 1). H. Berenson, and R. M. Pierce. The Skills 
Teaching: Inlei-jK-rsonal Skills. Amhexsi, MA: Human Re.sou 
Development Press 1977. 


b. ... 


2. Using ap])iopriate attending skills can be a way of 
motiv-jiting trainees to learn. It is one motivating 
techni(|ue that is completely under the control of 
the instructor. 


_ True or _ I'alsc 

3. Physically attending includes: 

a. howyoii preptirc the physiail environment for Iciim- 
ing 

b. your physical appearance and behavior 

c. your posture 

d. your eye contact 

d. all of the above 

■4. Tlic purpose of using good responding skills is lo: 

a. be able to tell the trainee what to do 

b. make the trainee feel guilty about what they’ve 
done and want to do better 

c. help the trainees explore their feelings and ex¬ 
periences 

d. make the trainee see how his behavior or attitude 
is a problem for you 

5. Wliat is the general format you should follow in 

using appropriate responding skills? 


6. Respect and empathy for the trainee arc what you 
communicate to the trainee when you use good 
responding skills. Which response below best Illus¬ 
trates this: 

a. “Well, that’s really a simple problem, so don’t 

worry'. Here’s what you should do_” 

b. “You know, Sara, what’s wrong with you Is you let 
too many people push you around.” 

c. “How long did you prepare for your demonstra¬ 
tion? Do you think you really put enough elTort 
into it?” 

d. "You really feel discouraged about your work, it 




Dy using your aitending and responding skills, you can 
siablish with the trainee what is called the respomire 
ase. Through your listening and reflecting skills, the 
ainee has identifieci you as a person that has respect and 
mpathy for an apprentice’s perspective and feelings, 
hrough your facilitation, trainees become willing to ex- 
lore their feelings and to develop funher their under- 
tandings. Once a responsive base has been e.stabli.shed 
ou are to move to the next rwo levels of communica- 
on—personalizing and initiating. 

PcrsonaliJting is a process of communication that helps 
he trainee to see his/her limitations and to visualize how 
le/she might change them—or, where //jc-y-A/vcompared 
j where they itant to be. In a problem situation or experi- 
nce, an individual will be more likely to take action if 
hey perceive the problem to be their problem. "This is my 
iroblem, these arc my feelings, this is what it means to 
le." Personalizing, then, increases the individual’s feelings 
)f ownership and responsibility. Consequently, it also in- 
reases the individual’s willingness to clo something about 
e problem. 

Initiating skills refer to responses wliich give the trainee 
lirecilon—but only after the responsive base has been 
istablished and the situation or problem has been person- 
illzed for the trainee. The initiating response reflects an 
inderstandingofthe trainee’s general goal as well as what 
vill be required to reach it. 'ITie "what will be required" 
ncludes several things. It includes knowing, for example, 
vho is to be involved, what is to be done, actions to he 
jerformed, when the actions will take place, how actions 
ire to be performed, and the reasons for trying to achieve 
he goal. 

This chapter contains information about how you can 
ove from attending and responding to personalizing and 
Itiating in your responses to trainees in your classes or 
)rogram. Specific techniques for personalizing and initiat- 
ng are presented. You will have an opportunity to review 
ind to critique specific responses as you learn liow to 
ipply these ski I Is. Wlien you have completed your work in 
his unit you will demonstrate your understanding and 
ompetence in personalizing and initiating skills by being 
ble to; 


mats which arc important in using efTccti\'e persor 
izing and initiating responses; 

2. Identify and discriminate effective personalizing a 
initiating responses in wTitten communication-, 

3. Demonstrate understanding of personalizing a 
initiating responses througli vvritten responses 
test exercise questions; and, 

4. Identify common mistakes made in using persor 
izing and initiating skills. 

Remember, as you work through these materials, thi 
about your interpersonal communication skills and th( 
of your students. How can they be made more effect 
through incoq^oratlng some of tlie ideas presented in t 
unit? 


What, When, and Wlty Use Tlie Skills 

Personalizing Responses 

Personalizing responses should be aimed toward acce 
plisliing three things. First, they should personalize i 
meaningoi the situation or experience for the trainee, 
the trainee’s mind, he/she should be saying, "I ley! This I 
real implications for me” Second, they should personal 
the problem for the trainee. 'Ibis means they should h 
the trainee accept owncrsliip for the problem. The ti-aii 
should see or recognize that the current situation or exp^ 
ence results either from something the trainee did or sor 
thing the trainee ctinnot do. Take for example the trair 
discussed in the last unit who had extreme test anxiety.'i 
as an instructor want the trainee to be .saying in his/' 
mind “Tliis i.s my problem. 'Ibis is something 1 must w^ 
on. This is one thing I’ve got to do something aboi 
'Ibird, they should personalize the feelings of the train 
allowing the trainee to identify and to explore deeper r 
more accurately feelings and meanings. If you have c 
experienced the death of a very clo.se friend, relative, par 
or spouse, then you arc no doubt aware of the 3epth r 
range of feelings that one can experience. Different feelii 
are experienced at different levels, Some go veiy deep; 
cut at the core- others also arc present but arc m' 


iiciii. iiiia iiuuiiivc luc iiiiuci- 

icancling of his/her situation. 

Personalizing responses are to be used after a responsive 
jase has been established. Remember, develop the respon¬ 
sive base by using your attending and responding skills. By 
using responses that arc high on responsiveness and low 
^n initiative, you develop a responsive base through which 
;he trainee can explore his/her feelings more fully. 'Ihis 
dso helps yoti to develop a better understanding for the 
;niinee's perspective. High on responsiveness and low on 
nitiativc means that you listen and reflect much more than 
r'ou tell or "utik to". Utter on, after you have moved through 
he personalizing stage, you can use initiating responses 
which involve direction giving. 

You may ask, “Wliy is this personalizing business so 
important?" VJ-liat does it do foi' the trainee? It Is Important 
'or several reasons, the most imponani of which is that it 
increases responsibility. How many tinies have you heard 
people complain about things like routine office procc- 
iurcs, working conditions, other people and their boss. 
Even so they never seem to get around to doing something 
Lonscructh'e about It. By complaining, some people say 
hey arc exprc.ssing ihelr feelings and people do listen to 
heiii. However, people sometimes get tired of listening to 
;he same old thing. liventually, someone may blun back at 
he complaincr, ‘‘Well, why in the world don’t you do 
something al)out it and stop all of tills complaining!" 

One rca.son people do not do something about the 
problem is because they have not personalized it. Tliey 
lave not looked thoroughly at ilic implications for them¬ 
selves personally. They talk about the problem from the 
standpoint of how it affects the workplace, how It alTccis 
relationships between workers, or how it gives the company 
1 bad name. In other word.s, the proble/n l.s ali^'ays e.xternal 
:o them.sclves. It is not internalized, not personalized. Tliis 
ilso can become an easy rationale for not doing anything 
ibout the problem. “It’s somebody else’s problem" or 
‘.She’s the problem and you can’t change tliat,’’ is an excuse 
o often expressed. 

Wlien tlie person or trainee personalizes the problem, 
le/she says: (l) "Tills problem has implications for me 
:>crsonalIy’’; (2)“Tliis is how it makes me feel"; (3)“Tliis is 
my problem and 1 must do something abotii it." Wlien the 


lu uiusiraie uie perscjuauzing response, rccati me exa 
pic response iliat was presented in a previous chapter a: 
notice how you can build upon previous communicatf 
to personalize meanings, the problem, and feelings for t 
trainee. Remember, communication is an additive proce 
'I'lie icchni(|uc i.s quite simple, as you will see. 

#1 Trainee'.^ expression “Boring, that’s what it is. W 
do we have to knowall this junk about labor unii 
liistorj' and apprenticesliip law.s?" 

^ I Response: 'You feel frustrated because you don’t I i 
.studying the history and law which is part of tl 
course." 

Trainee’s expression: ‘'1-ru.straied for sure! I tio 
mind studying, hut wliy study this?" 

*f2 Response: "You’re frustrated because you can’t s 
any relevance between what you’re studying ai 
wliat you need to know to do your iob." 
ft'i Trainee's expression. “Right! Exactly. I mean, ...ul 
when would this .stall ever be u.seful?" I just do 
know...maybe 1 don’t see it. 

^3 Response: "You are feeling unsure about this becaii 
you cannot see how you would use it and you’d li 
to have .some idea about where it all fits in." 
Trainee's expression: ‘'Yep, I sure would. It's nil kii 
of vague to me.” 

Look at what has liappeiied so far in the conversation, 
rc.spon.sc.s l and *f2, the responsive base ha.s been e.sta 
lished. 'I'his is confirmed by the first two words of t 
tininee’s cxpre.ssion (#3) which indicates that the instruct 
in thi.s situation has reflected accurately the feeling felt 
the trainee. Tlie instructor understands the perspective 
the trainee. (If you were observing this interaction, y. 
\TOuld be able to sec physical evidences of this undersrar 
ing in, the trainee’s posture and eye contact. It would t 
you, “Right, yes, that's it, you under.stand ") In the .seco 
part of the trainee’s cxpre.ssion (#3). you can sec that t 
trainee begins to explore hi.s/her feelings more deeply a 
the meaning as well. 'Hie prolMcm also i.s becoming me 
personalized..“Maybe) don’t sec it,” .states the trainee. T 
next rc.spon.se by the instructor (#3) reflects this and re 
forces the personalizing process. The trainee’s express! 
(^5^4) confirms this. Look closely at iasiructor response ^ 


because you icamioT ) - 

ind__ 

I'ou feel (arc feeling) -feeling- 

^cciuse you (cannot) cleticit or wlicre trainee is _ 

cliange or where trainee s\'ants lo be _ 

tiis general response format for personalizing responses 
rs\'o important changes from the general response for- 
t introduced to you in the last chapter. First, the pronoun 
lu” is explicitly included after the word '“because.” You 
personal pronoun; it helps to per.sonalize the meaning 
I feelings of the problem. Second, another phrase is 
led after the key word ‘“and”. It captures a general 
action or end-state that describes where the trainee would 
if this problem were solved. In our example, the tniinee 
iild see hor\' ‘‘all this Iii5tf)r>'and law stuff fits in ” Re\'ier\’ 
general format for personalizing responses. Be sure you 
derstand it before proceeding with the next di.scirssion 
initiating skills. 

Initiating Responses 

Xlth initiating .skills you begin to help the trainee move 
m their problem to change or resolve their problem, 
jr Initiating behavior facilitates the trainee’s ability to act. 
liatlng skills and initiating responses require that you 
p the trainee to do the following: (l) define the goal; 

' identify steps for reaching the goal; and (3) implement 
steps in a systematic, organized manner. Tliegoal usu- 
' Is determined by the last statement of the personalizing 
onse. It can be restated more clearly, perhaps, but this 
ivldes the general direction or describes the type of 
inge that needs to be made. Tlie goal should be defined 
re specifically, liowevcr, to anss\'er the following ques- 

IS: 

Who is inv'oK’cd? 

What is to be done? 

When are actions to be performed? 


iiipui oecuiMC.'i iMipunaiu. i iic uimiuciui .'luuuici oe ar 
make specific suggestions, provide direction, and giV' 
trainee some altcrnative.s for reaching the goal. Hen 
some possibilities for the trainee who wants to achi< 
better undcr.sutnding of Ikw Imowledge of labor n 
hi.stoiy and appreniicesliip laws are related to his ap| 
tice.ship program. 

• Make the following points to the trainee: 

a Knowledge of apprenticeship laws will helf 
determine ifyoiii treatment, rate ofprogre.s.s 
pay are what yoti are due. 
b. Adt’ancement witliin your apprenticeship pro 
is dependent on botli your progre.s.s on-th 
and in the related instruction class. Evalu 
will include these information areas. (Tills is 
ity and you have to deal with it.) 

• Provide personal testimony as to how your knowl 
of lalior union history and related laws has 
helpful to you in yotir trade career. 

• Provide the trainee wit h supplementary materials 
as biogniphies of famous American labor leaden 
will addres.s his <|ucstlon. 

• Arrange for the trainee to visit/contact a local 1 
union leader who is articulate in describing ever 
labor union lii.story and relating them to to 
situation. 

• Reverse roles on.tlie trainee and ask lilm/hi 
prepare a brief, 10 minute pre.scntation on apprer 
ship law or labor unions for the class. In researc 
this and preparing for the prc.sentation, the tmii 
qticstions about relevance arc likely to bean.sw( 

Try to suggest more than one niicrnaiive. Includt 
trainee in determining which alternative to piinsue. i 
times simply providing pertinent information i.s all tl 
needed to resolve the problem. At other times you 
require qtiiteabii of negotiation before a plan of actio: 
be agreed upon. 

To illustrate how initiating re.sponscs work, again i 
the example and follow it through to a probable co: 
slon. Begin wth the instructor’s rc.sponse 

Rvsp 0 fjse:‘you lire feeling unsure about this bee 


where he/she wants lo be 


him and tlicn let yow kitow wlvat Ivappenetl ” 

Two weeks later. 

6 Truinoc expression: “1 had that meeting with Mr 
I’otillo. He was real nice and vcr^’liclpt'iil You know 
I found out tliat my ap]-)ienticesliip pay isn’t wliat tlie 
law requires it to be I'jased on my progress and 
evaluations. It stioukl be liigher, so now I’m going to 
get that siraiglitenccl out.” 

lotc chat tlic initiating respt^nsc must (K'cur after die 
)onsive base lias been established and the trainee has 
ionaliv.ed tlie problem and assumed sonic personal 
jonsibility for solving It. Only then ^vill your initiating 
)onse be recebed and accepted by the tininee. If it is 
seiited coo early in thec'()mmtiiiieative process, it can be 
reived by the trainee as directing, ordering, command- 
or one of the "diity dozen” type o( responses. Tlic 
tensive base and personalizing establish a climate where 
trainee will be interested in, and willing to listen to 
r ideas and suggestions. I le/she may use them as is, 
Jify them, or reject them in favor of other aliernaiives. 
never, the tesponsibility remains with the trainee, it 
sn’i belong to the in.strnctor Your initiating skills help 
trainee to take action in a responsible way. 

How to Perform 'Hic Skills 

1 developing, improving ancl.^or maiiifaining yoiir per 
alizing and initiating skills, the two impoitani things to 
lembcr arc eiwarvness and praciico. Keinember that, 
;o were also the two important things related to develop- 
nnd/or improving your attending and re.sponding skills, 
ddition to these two ver^' general suggestions, there are 
■e specific steps to keep in mind. Tlicy arc discussed 
irately for each of these t^vo skills. 


Personalizing Respojtses 

cr.sonallzing .should be clone after, only after, a respon 
base has been established. Personalizing is an additive 
cess. It allows the trainee to explore deeper and more 


and you want to 

Step 2: Oitique Your Personoliztng Responses 

You can tape record t)r make careful notes about 
resjion.ses for later review and evaluation. .Always tr^' 
aware when you make a personalizing response so yo 
see w'hat eflcct it has on the tniinc?e. 'Ilie trainee’s ex 
•sioii is the bc.st indicator of the response’s effective 
keview' the following examples of personalizing respn 
Critique cliem to .sec ifpcrsonaliziiig the feeling, the n 
ing, tile problem and the goal or direction arc inch 
Indicate with a check mark which of tlicse element 
prc.sciu. Assume that with each of these respon.sc.« 
appropriate re.sponslvc base has iieen c.stalilished 

] Treiince expression ‘ VCIicii people likejohnsor 
some of itiose other guys tiick or tease me, it i 
does make me feel stupid. I know I shouldn’i 
that way, but I do.” 

Response: “You feel kind ofdowii on your.selfbct 
other people use you and then that makes yoi 
stupid.” 

Peelings _Mejining _Problem —Goal 

2. Trainee expression: “1 giic.s.s I just don't wa 
choke like I did tlic la.st time. 'Hiat's why tliis 
exam is important. I’ve got to do better.” 
Response. ‘'You fee! paniclr>’ because you didn’t 
well as you would have liked on the last test ant 
must do better on this next one to bring up 
grade." 

Peelings _ .Meaning_Problem —Goal 

3. Trainee iwpression: “Look, when it conies to ( 
the related aciKieniic work as you call it. Pvt 
nevci' done well. It just ain’t in the cards for 
guess. I want to get it, hut it just has never beer 
for me.” 

Response. "You feel defeated because you’ve 




oppononiry.” 

Response. “You’re fed up because you cannot show 
what you’re capable of doing and even though you 
want to do more, you’re never given itie chance” 

Feelings _ Meaning _ Problem —Goal — 

5. Trainee expression: “Very definitely. And you know 
when they consider my age and my sex, of course, 1 
think they’ll just let me go. Fverything I’ve worked for 
and hoped for will be lost.” 

Response. “You feel frightened because being preg 
nant at your age you might lose the training position 
and job, and that’s something you w-ant to hold onto” 

Feelings _ Meaning — Problem — Goal — 

6. Trainee expression. "\Vlien I look down the roacl and 
don’t .see the sittintion getting any better, it’s pretty 
shaky. I’ve had to borrow money the last couple of 
months ju.si to make ends meet. Somethin’s gotta 
happen soon or I’m otit” 

Response. ‘You feel very di.scotiragcd because you 
don't see any relief or improvement In your stiuaiion 
coming real soon and yoxi’d like to think that you 
could make some adjusimcnis to get through” 

I’eelings — Meaning_Problem _Goal _ 

Check your ratings for each of the six personalizing 
?sponses against tho.se of trained raters. If your ansv.'ers 
ad d’lose provided agree you understand the personalizing 
.sponse—great! Ifagreement is less than 100%, htii greater 
mn 80%. your understanding is ver^’ good. I-ook at those 
ems wlicre your ratings dilTcr from those pro\’idcd and 
lake sure you understand the di.stinction. If you arc below 
0%, then you shotikl review this unit and rate the response 
qain. (Figure yotir percentage by dividing the number of 
’sponses that match by 24). 

Observe Trainee Reaction 

Observe the reaction of the trainee to your pensonalizing 

If I'Oi r r/’ynnncpt -irr* /m rKo 


#5 X X X 

*^6 X X X 


responsibility about the problem or situation-, rcc(^gni/i 
that there’s .something they have to do; and (3) an opt 
ness to suggestions or ideas from you. If the traine 
re.sponse doesn’t reflect tlic.se, ii.se that a.s an indicati 
that hc/shc has not pcr.sonalizcd the problem and respo 
with a more general reflective re.sponse or anotlier per.sc 
alizing response. 

Step 4: Ustablisb Responsive Base 

Always keep In mind the importance of e.stabli.shinj 
good responsive base. I^crsonallzing responses, becai 
they arc hitting “clo.ser to home,” need to be made ii 
climate where respect and empaiiiy arc felt. 

Initiating Responses 

Initiating responses aid the trainee to take action, 
many situations tlte trainee will recognize what acti 
hc/s!ic needs to take. In other situations, exactly what to 
will not always be clear. This is when you as the instriici 
can provide guidance, direction, and suggestions. 

Your tnliiaUng responses may be specific or gcnci 
depending on the situation or problem. For example, 

“1 .sec what you want to do. Let’s look ai .some aiternative* 
that you might want lo con.sider." (Ixjads to imitual (irohlcni 
solving.) 

“You've idomified well the areas In which yovi want to 
improve. That’s the mo.st important step. Now, tiow to gel 
liiere? let’s see ...’’ 

“To improve your overall te.st average is going to re(|uire a 
more .systemmaiic approach to .study and preparation. 1 
suggest wc work out a .schedule that you and I both have, 
and review it every few days to .see how it's working." 

“I can .Sec how you really want to Improve your relations 
Willi oilier worker.s. There are some specific .suggcsilons In 
this pamphlet itiat would t^e helpful to you. Put one of them 
int iractice cac 1 week ant let’s see f tliinos don’t im 5rove 


then you'll need to suggest some. This may well stimulate 
his./her thinking). 

}y presenting your initiating responses in this way, you 
vill lead the trainee in the direction of reaching their goal. 

Once the idea of what to do-—call it the general overall 
trategy—has been identified and agreed upon, the next 
lep Involves the development ofaa Implementation plan, 
"his plan of action spell.s out In more detail the specific 
tops that need to be taken to carry out the general strategy, 
'he content of a plan of action should Include the follow- 
ng: 

1. Identifies the persons involved 

2. States what is to be done 

3. Specifics actions to be performed 

4. Specifics where actions will take place 

5. Specifies how the action is to be performed 

6. Based on reasonable approach toward goal 
7- Means for evaluation 

Examine the plan of action that was agreed upon and 
llowed In the example with the trainee who questioned 
he relevance of labor union history and apprentice.ship 
aws. In that situation, you will recall that the plan of action 
nvolved the trainee meeting with a local labor union 
3resident. That plan of action .satisfied the various content 
reas of a typical plan of action as follows: 

1. Identifies the per.sons Involved: Instructor, trainee 
and the local union president, Pete Potlllo. 

2. States wliat Is to be done: the general strategy i$ for 
the trainee to vi.sit a local labor union leader and 
discuss union iiistory and laws. 

3- Specifies actions to be performed: (a) instructor to 
.schedule meeting between trainee and Pete Potillo; 
(b) trainee and Potlllo to liold meeting and have 
discussion on history and law; and (c) trainee to 
report back to instructor on the outcome of the 
meeting. 

4. Specifies how the actions are to be performed: (a) 
telephone call to arrange meeting; (b) in-person 
conference to discuss history and laws; (c) In-person 
conversation to review outcome. 

c n.,_I____ - _ _1_ _ 


understanding, but one in which all of the seven conic 
elements described above are explicitly or implicitly undi 
stood. Your role as the instructor in this process is to keef 
mental note, at least, as to whether or not each of the 
seven elements have been provided. A good way to do il 
is to summarize verbally what you understand to be ti 
plan of aaion with the trainee. As you summarize, check 
sec that all elements have been addressed, if they have n' 
tlien raise a question with the trainee about it. For examp 
“Okay, this sounds like a good plan, but tell me, how w 
wc know whether or not it works?" If the plan is wrin< 
then check it over for each of the seven elements. General 
the majority of action plans will be non-formal and stric 
verbal. 

In summary', Initiating skills can be performed by folio 
fng these steps: 

1. The goal to be achieved is Included in the person 
izing respoase—where the trainee wants to t 
Clarify or restate this If necessary to make sure it 
dearly understood. 

2. Determine a general .strategy. At this point, yc 
direction and guidance may be essential. Fairly sf 
cific or very general responses may be used to Idc 
ify alternatives. Give the trainee an opportunity 
present his/her own suggestions. There should 
mutual agreement on the strategy. 

3. Develop or formulate a plan of action. This may 
verbal or ■aTitten, informal or formal and vdll depe 
on the nature and extent of the goal being addre.ssj 

4. Evaluate the plan of action to .see if it satisfies t 
seven essential content elements. If It docs not mi 
these criteria, then revise accordingly. This cvali 
tlon process can be very informal such as a bt 
verbal summary, or more formal if written out. 

5. Summarize the plan of action verbally or in writi 
to insure clear understanding. 

6. Implement the plan of action. 

7. Evaluate whether or not the plan worked. 

Examples 

e xamoles DrescntecI in this seaion continue th 


ami giving tnem oncK to me .siucicms lor review, 
ins waited a couple of days and then called Hdcile 
is office to discuss the situation. He presented Eddie 
he problem as he saw it He said tliat he believed that 
le hand I-ddiewas sharp, performed well in class, and 
the material; on the other liand, ficre was u written 
n which Eddie had done poorly. It did not reflect 
;’s abilit>'. By presenting the situation with concern 
al interest, Robbins established an environment for 
lUinication. Eddie responded. He explained to Mr. 
ins that throughout his school career, especially in 
r and senior high school, he had liad difficulty in 
g tests. He agreed with Mr. l^obbins and felt tliat he 
rstood the material and was learning in the class. He 
i that his difficulty stemmed from "mental blocks” 
1 caused him to get up tight, lose niemoiy, and have 
IS about his answers. I le became tentative and almost 
to put an answer down for fear tliat it w-tis wrong. He 
:d how lie had tried various w-ays of [ireparing for 
from no study to exliau.stj\'e and extensive review, 
ng seemed to work He told Mr. Robbins that one 
er he had in high .school, a social .studies teacher, had 
m take hl.s tests orally. Using this approach, he was 
to do [letter, but this was with written, essay-type 
,s, not math problems. Eddie really wanted to be alilc 
<c tests and dcmon.stritce liis knowledge liut he had 
r been successful in overcoming his te.st anxiety. iMr. 
lins wanted to see Eddie oi'ercome his test anxiety 
)iii realized tliis would require a counselor, psycliolo- 
)r .some other, more qualified profe.ssional. In the 
itime, he wanted to have a better way of ev'aluating 
j’s wfirk. They worked out the following plan. Eddie 
teted the personnel olftcer at the company where he 
ed and made ai rangcmcnts to see a p.sydiologist and 
VC couaseling and training to overcome the lest 
;ty problem. For testing in the math class, it was 
?d that Eddie would continue to take regularly schc- 
1 exams. This gave him real-life tc.si situations in 
1 to apply the new skills he was learning in psycho- 
al counseling. Also, it did not single him out from the 
:)f the class. Mr. Robbins also provided Eddie with 
late tests wliich Eddie took individually (a less .stress- 
tuaiion) and used these results to ex'aluuie Eddie’s 


Dialogue: Marshall Poe (MP) and Terry Phillips (TP) 

1. MP; “Well, you were going to tell me about 

(door opener) 

2. TP: “They really stuck me good. My liccn.se i? 

voked for 6 months. One guy told me that 
real stiff considering it was a first offense.’ 

3. MP; “You feel .sore because they treated you pi 

rough.” 

4. TP: “Yeali, for my first time. There was a fine 

but the big thing is going to be no drh 
license.” 

5. MP: “You feel upset mainly because they pu 

your license.” 

6. TP: “That’s for sure. Without it, 1 can’t do noth 

I’ll be screwed-up bad.” 

7. MP: “You feel trapped because of tUc limits 

w'ill put on your moving around-" 

8. TP: “Not only that, 1 don’t know what I’m goin 

do about work. I mean I’ve got to keep niy 
and all. I could just kill that judge.” 

9. MP; “You’re really angry because now your 

may be in jeopardy. (The feeling ofang< 
reflected, not the stated target. At tliis p( 
who do you think Terry is really angry at?; 

10. TP: “If the judge had only fined me, not remc 
my driving privilege. . .well, that would 
okay, I could handle that. But the licens 
gone, well that’s another deal entirely.” 

11- MP: "You feel like you were punished too inuc 
that you got more than you deserved." 

12, TP: “Yeah. Well.. .1 mean. .1 know other guys t 
have been arrested for drunk driving be 
who only got fined. That was it.” 

13- MP: “You’re irked because you got treated 
ferently." 

14. TP: ”1 think the judge wanted to make an exan 

of me, you know, since it was my first li 
Shake me up real good. He said, ‘I don’t v 
to see you in here again, son’ with this 
serious voice." 

15. MP: “So you got singled out and you feel that 

unfair because he just wanted to make it hi 


goins to do.” 

21. MP: “You’re afraid now that you’ll lose your tob 

liccause of no transponaiion and you can’t fi¬ 
gure unytlting to work it out." (Personalizing 
problem) 

22. TP: “No, I sure can’t but you know what burns me 

up? None of my friends are willing to help me 
out. They .say I live loo far out of the wtty” 
(Note shift in focus.) 

23 . MP: “You’re upset because nobody will help you 

out.’’ 

24. TP: “Yeah, it’s disgusting. Not Rus.s, or Billy, or 

Frank, or even Juan who I thought was iny 
best friend v/ill help out. Wliat friends they 
are!” 

25. MP: “You’re di.sgu.sted because people you thought 

would help you out aren’t going to.” 

26 . TP: “No, Indeed, it doesn’t look as if any of them 

arc going to. I’m really confused. I don’t guess 
I have any friends.” 

27. MP: “You’re uncertain about who your friends are 

because they’ve let you down in this .situation 
and don’t seem to care.” 

28. TP: "With this group of guys c.specially. We’ve 

done a lot of stuff together since I .staned 
working with them. Yoti know, a lot of fun 
time.s.” 

29 . MP: "You’re particularly disappointed with your 

friends because you thought they would help 
you now and it has turned out that they just 
don't seem to be intcrc.sted at all.” (Personaliz¬ 
ing problem) 

30 . TP: “No, they don’t, and what a fix I’m In.” 

31 . MP: Remains silent. (Allow time for Eddie to ex¬ 

plore this feeling and meaning.) 

32 . TP: "I thinkjuan’sa good friend. The be.st ofthem 

all, probably. He did ask what I’m going to do. 
I told him 1 didn’t know.” 

33 . MP: “So Juan is at least intcrc.sted in what happens 

to you. That makes you feel somewhat better, 
huh?” 

34 . TP: “Yeah, kind of. But you know the other guys 


37 . MP: “You feel mixed up about them I 

the way they're treating ^ou now cc 
how' they were in the beginning.” 

38. TP: “Yeah, ina\’be so. Who Imows? I cea 

\X4int a mess. No friends, no car. an 
job.” 

39 MP: ‘You feel flastered about the whol 
because it doesn't .seem to fit toj 
you want it to.” 

40. TP: “No, not at all. (Skaking head, agn 

know the crazy thing about it is that 
wouldn’t have even been drinking 
been with them. That’s ironic." 

41. MP: Rcmiiins silent. (Allows for cxplc 

reflection.) 

42. IP: "It irritates me to no end when I th 

I’ve let myself get into. 

43 . MP: “You feel a little angry at yourself 

whats happened.” 

44. TP: “Yes, I suppose I do. I mean, . . .1 

could liave used better judgemei 
drinking and. . . about who I p 
fricntls.” 

45. MP: “You feel annoyed at yourself b( 

acted unwisely and you could have 
careful.” 

46. IP: “More ilian jirst annoyed, I’m emba 

I vwis such a fool about all this. I’v 
foolishly.” 

47. TP: ‘'You feel iip.set with yourself bi 

made .some poor decisions and j 
and you wish you would have 
careful.” (Personalizing problem.) 

48. MP: “There’s no doubt about tliat. I 

some things, that’s for sure.” 

Ai this point, the conversation between M 
and Terry Phillips shifted back to the more 
problem Terry had with transportation and p< 
of job. I le and Mr. Poe discii.ssed several poss 
the one Tert>' thought best to do w-as to talk t 
visor, explain the situation and sec if he could 

.. . .1..^.. I ..U ,U. r Ko /Ar cc* n li, 


shift here in the dialogue to the deeper feelings of dis¬ 
appointment with his friend and also with himself This 
problem and Us associated feelings and meanings are 
explored in the expressions and responses from 22 through 
48. Once thc.se were dealt with, then Terry w’as able to shift 
back to .solving his iransponation problem, llic responsive 
and personalizing responses of Marshall Poe helped Terry 
explore these feelings and develop a better understanding 
of their meaning. Marshall also used door openers and 
silence to encourage Terry' to explore his feelings and 
reflect on some of the things he w-as saying. Terry’s prob¬ 
lems are by no means totally resolved at this point. He still 
has the transportation problem to work out, but his rela¬ 
tionship with his friends has become more clear to him 
and he understands a lot more about his responsibility for 
his behavior. The angerand disappointment he was feeling 
were really directed toward himself. At this point, he has a 
better understanding of why he was having those feelings 
and how they were affecting his behavior. 

Additional Information 

Personalizing and initiating skills are discussed in more 
detail, with examples and response practice exercises In 
the book. The Skills of Teaching. Interpenonal Skills by 
Robert R. Carkhuff, David H. Berenson, and Richard M. 
Pierce. This book has serv’ed as the general model for the 
module. Tlic manual by Stanley A Fagen and Leonard J. 
Guedalia, hidluidual and Group Counseling, contains a 
comprehensive illustration of the stages and processes 
involved in problem-solving. 

R. R. CarkhufT, D.H. Berenson, and R M. Fierce. ’I he Skills of 

Teaching; Interpersonal Skills. Amherst, MA: Human Resource 

Development Pres.s. 1977. 

S. A Fagen, and LJ. Guedalia. individual and Group Counseling. 

Washington, DC; Psychoeducatlonal Resources, Inc., 1977. 

Self-Test Exercises 

Answer the following questions in the space provided. 
Check your answers luith those provided in the appendix in 
the back of he ooklet 


3. Indicate by a check (t/ ) which of the follow'ii 
keyaspect.s of personalizing responses. 

_ meaning 

_ observing 

_ phy.sically attending 

_ problem 

_listening 

_feeling 

_ environment 

- goal 

4. Give the general format suggested for persona 
responses. 

5. Initiating skills and responses help the tralni 
the following: 

a. define the goal 

b. identify a general .strategy and plan of actit 
reaching the goal 

c. implement and evaluate the plan 

d. all of the above 

6. Will an initiating rc.sponse from the Instruct 
accepted by the trainee without a receptive 
and personaiizing? Indicate j'esor «oand exp 


7. Wliat two key things can you do to dcvclo 
prove/maintain your personalizing and init 
skills. 



9. Give an example of a "rather gcncraJ” Initiating 
response, one that would lead to identification of 
several alternative general strategies and mutual 
problem solving between instructor and trainee. 


10. Wliat are the seven steps suggested for using initiat¬ 
ing skills in problem solving. 


1 . 



Skill: Identify Aspects of Good Intetpersonai 
vnmunication 

1. iiiterfiersonal.. .conimunicmion 

2. counseling 

3. trainee 

4. you 

5. attending 

6. exploration 

7. act 

8. listening 

9. responsiveness . initiative 

10. lectures 

Skill: Develop Attending and Responding Skills 

1. Physically attending, ob.scrving and listening 

2. True 

3 Correct answer is e) all of the above 

4. c) explore feelings and experiences 

5. You feel __ because t<-'ontent)_ 

6 d) respect and empathy are there! 

7. “I see," "Oh!" "Please, I’d like to hear more." 

8 Awireness and practice. 

Skill: Develop Personalizing and Initiating Skills 

1. False. '11118 is done by using attending and respond 
ing skills. The responsive base is developetl by using 
responses which are high on re.sponsiveness and 
low on initiative. 

2. True 

3 Meaning, problem, feeling and goal. 

4. The general format for personalizing re.sponses: 

You feel_ 

because you (cannot)_ 


or commanding." 

7. Awarcne.ss and practice. 

8. Observe the reaction of the trainee to your resp 
[j.sten and obscrv'c to see if the trainee's next e 
Sion reflects: 

—Ownership of the problem 
—Tlieir role in the situation 
—Sense of ic.sponsibility—they have to do 
thing 

—Openness to suggestions t)r ideas 
9 "i see whtii you wim to do. let’s look at 
alternatives that you miglit wint to consider." 
Ok 

‘‘Well, you know what you need to do. Wdiat ai 
lives do you think you have to get it done?’’ 

10. 'ilie suggested seven steps in using initiating si 
problem solving with the trainee are: 

1. Clarify or re.sinie ilie goal. 

2. Determine a general strategy’. 

3. ne\ elop or formulate a plan of action. 

'i. Check plan of action to .sec that it contaii 
seven c.s.seniinl content elements. 

5. Summarize the plan of action verbally or it 
ing to insure clear understanding. 

6. Implemeiu the plan of action 

7. Hvaluaie whetlier or not the plan worked. 


and you want to 


5. (d) all of the above 

6. No. If an initiating response is used too early in ilie 

(V^mmiiniryfinn nrfV’Puy cr ik l \: tn h<» ri3L»-><’rr>/- 
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'Kcess/i/lly completed Module^W. the last module in this instructor series IJ you y,et less than 70 percent concct. repeal 
)Ose sections of this module with which you bad greater difficulty 


1 . There arc four key aspects lo effective conimiiiiication skills. They include attending, responding, personalizing and 
initiating. Match the statements on the right to eacli of these four key aspects 


a. _ 

_ Attending 

1. 

Facilities the trainee’s exploration of their feelings, attitudes and 
v'alucs. 

b. _ 

_ Responding 

2. 

Facilities the trainee’s ability'to act, to lay out a program of action 
that will help reach a desired goal. 

C. - 

_Personalizing 

3. 

An e.ssential pre condition to instructing and helping. Involves 
obsen-ing, listening and being aware of yotir physical .stance and 
posture as well as the surrotinding phy-sical environment. 

d. _ 

_ initiating 

4. 

Makes the trainees feel responsibility' for their behavior or 
accountable for their pan in a situation. Responses often 
incorporate the personal pronoun, ‘'you.” 


1. In the statement on counseling given below, fill in the missing blanks selecting from the word list to make tlie 
statement read correctly. 


WORD I.IST: interpersonal trainee cotinseling communicatioii 

The counseling role of the related subjects instructor requires that the instructor establish and maintain effective 
Ca)- 

relatiotiships witii the apprentice trainees and utilize good Interpersonal (b)_ 

Broadly defined, (c) _is a reciprocal communic'ation process based on a d>T!amic relation 

ship l^erween two persons. 

Tlie counseling procc.ss is important l^ecause it facilitates increased self a\varencs.s, selfacceptance, and .self control 
on the part of the (d)_ 


5- Tlie most important thing about attending skills i.s their effect on the motivation level of the trainees. The in.structor’s 
use of appropriate and effective attending skills c-.in improve and increase intinee’s motivation. 

Trtie - or False _ 

i. What are the three types of attending skills which you should know and use? 

a. __ 

b. _ 



The purpose of good responding skills is to tell trainees wliai they can or should do. 

True_or False — 

Give the general format of a response statement that reflects the feeling and content or meaning of a trainee’ 
expression. 

In contrast to effective responding skills, typical ways of responding which tire generally not effective in helping ; 
trainee explore his/her feelings and experience h.ive been referreclio tis the "dirty dozen.” Give two extimplcs ofthesi 
types of responses. 


b. 


In some situations it may be difficult to identify the trainee’s feelings. "Door openers” are useful in such situation 
because they communicate your interest in listening to the trainee and encourage further communictition. Give tw< 
examples of “door openers.” 

a. - 

b. _ 

Indicate two things which you can do to develop your skills in physically attending to your trainees: 


a. 


b._ 

Indicate two things which you can do to develop your responding skills. 


a. --- 

b. _ 

Personalizing increases the trainee’s feelings of ow'ncrsliip and responsibility about a problem or situation, whif 
Intiating gives the trainee direction about setting a goal and howto reach it. 

True _ or False_ 

Tlie personalizing re.sponse explicitly includes the personal pronoun “you," and indicates a general direction orgoa 
that suggests what the trainee would like to accomplish or solve. Give the general response format for personalizinj 
responses. 





c. 


A-IA 


d_i2)_ 

2. a. inierpersonai 

b. communication 

c. counseling 

d. trainee 

3. True 

4. a. physically attending d. physically attending 

b. observing e. listening 

c. listening f. observing 

5. False 

6. The general format for a responsive statement iS: 

You feel _ (feeling) _ because _ (content or meaning) _ 

7. The "dirry dozen” include: 

1. Ordering, Direaing, Commanding 

2. Warning, Admonishing, Threatening 
3- Exhorting, Moralizing. Preaching 

4. Advising, Giving Suggestions, or Solutions 

5. Lecturing, Giving Logical Arguments 

6. judging, Critizing, Disagreeing, Blaming 

7. Praising, Agreeing 

8. Interpreting, Analyzing, Diagnosing 

9. Reassuring, Sympathizing, Consoling, Supponing 

10. Probing, Questioning, Interrogating 

11. Name calling, Ridiculing, Shaming 

12. Withdrawing. Distracting, Humoring. Diverting 

Check to see if your two examples match any two of the twelve listed above. Sec Chapter 3 of the mtxJule for ex 
of each of these types of responses. 

8. Fjramples of "door openers" include the following: 

"I see" 

"Oh!” 

“Tell me about it." 


0. Five things that you can do to develop your responding skills include: 

a. Ideniify the content and feeling (i.e., use good listening skills). 

b. Formulate a response statement. 

c. Comniiinicaie your response using the sugge.sted format (You feei... because ...). 

d. Avoid using the “ditty dozen" responses. 

e. Use "door openers" witen not sure what your response should be. 

1. True. 


2. The general response format for personalizing responses is: 

You feel/are feeling _ ■CfggjjPE) 

because you _ (deficit or problem) 

and _ (direction, goal, change) 

3. Tlie contents of a plan of action should: 

a. Identify the persons involved. 

b. State wiiat is to be done. 

c. Specify actions to be performed. 

d. Specify where actions will take place. 

e. Specify how the action is to be performed. 

f. Be based on a reasonable approach toward the goal. 

g. Include means for evaluation. 



